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Abstract 


TMs  report  contains  the  results  of  a  survey  of  ten  den^Siem  M  WkiBmA 

conducted  by  INPUT  for  IBM  during  June  1987.  It  contains  data  concern- 
ing dealer  terms  and  conditions;  the  various  types  of  service  agreements 
offered,  including  warranty;  non-hardware  support  services;  and  mainte- 
nance arrangements  fm  ca^omas  without  ciHitracts.  Some  dealer  views 
on  equipment  suppliers'  policies  and  reputations  as©  also  included.  This 
report  contains  46  pages,  including  17  exhibits. 
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Inb-oduction 


A  

Objectives  This  study  has  been  prepared  by  INPUT  specifically  for  IBM  Holland.  It 

i«  }m&i  cm  field  lesesox^h  conducted  during  June  1^1^  t^Molland,  ^iMsk 
k,  pmff^i^my  to  IBM.  Where  useful  fi«i^yT  has  mcluded  other  nooiprcK 

•  IBM  personal  computers. 

•  Pbiliq^  peiEScmal  Gcrnqputeis. 

•  Tulip  persicwial  computers. 

In  fact,  no  information  about  Philips  was  available  from  the  field  research 
since  none  of  the  ten  dealers  selected  actually  dealt  in  their  equipment. 
Fli^p«tiMii^lb(!»i(^iM8md49^  lS%oii^^mkmsaBSL 

%ed&aUy,  the  study  was  designed  to: 

•  Identify  'agreement'  conditions,  relating  to: 

-  Carry-in  service. 

-  Ro^cmse  times. 

-  daof  hotirscovera^. 

-  CMber  special  ccuKlitkm. 
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B  

Scope  and  The  field  research  for  this  study  was  conducted  entirely  in  Holland  and 

Memodology  included  ten  ^teskr  organiraticms. 

INPUT  interviewed  three  dealers,  out  of  a  list  of  four  coni^anic^  i^>eci- 
fied  by  IBM  to  INPUT,  on  a  face-to-face  basis,  namely: 

•  GEVEKE 

•  INFOPRODUCTS 

•  RAET 

•  STGUKDATA 

In  addition,  INPUT  conducted  seven  interviews  by  t^bpbc»ie  with  otbo: 
dealers  in  Holland  from  a  list  provided  by  IBM. 

Where  necessary,  INPUT  utilized  its  own  ong{»iig  reseaich  mi  files  to 
provide  additional  information  for  the  study. 


C  

Report  Structure  Tbe*esaWng  chapta» Ais  sepcat  are  organizei  as  ft^ows: 

•  Chapter  II  contains  an  Executive  Overview  which  provides  a  condse 
summary  of  the  entire  report. 

•  Qiapter  III  describes  the  d&siitr  sample  profile  in  terms  of  this  dM^axsit 
vendors'  equipment  ma^to^ad  and  the  size  of  the  dealer. 

•  C^per  IV  contains  the  data  conc^ning  the        tmm  ami  ct^i- 

tions,  covering  the  various  types  of  service  agreements,  warranty 
agreements,  other  support  services,  and  support  arrangements  for 
cw^msm  without  ebfitracts. 

•  Chapter  V  provided  data  about  dealers'  charging  methods  and  condi- 
tions covering  the  charge  period,  services  covered,  level  of  charges,  and 
disemn^. 

•  Chapter  VI  examines  the  dealers'  view  of  IBM  and  Tulip  as  vendors  in 
respect  of  their  policies  and  their  general  reputation. 

•  An  A]q>au}ix  ot^^dns  the  qtKSlix>n&aire  used  for  this  airvey. 
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Executive  Overview 


A  ^  . 

The  Dealer  Pl^file        The  field  research  for  this  study  covered  ten  dealers,  all  of  whom  sold 

IBM  personal  computers.  Two  of  these  dealers  also  dealt  in  Tulip  equip- 
wamu  but  none  handled Fll£B|>$.  IMlips,  in  fact,  has  ^s$Mm  15%  ^ 

Out  of  the  ten  dealers  interviewed,  three  were  relatively  large  organiza- 
tkws,  #i  teeMM(»'feMv<i^  a»MiiB  4eli«ss.  Ms^  of  the  ^iNiEts 

out  of  ten)  were  unwilling  to  reveal  what  their  overall  level  of  business 
was  and  what  proportion  was  represented  by  hardware  maintenance.  One 
small  dealer  was  getting  5%  of  its  total  revenues  from  hardware  mainte^ 
BSK^  a  kife  def^  imdor  1%. 

Other  independent  research  conducted  by  INPUT  indicates  that  typical 
mvmmmt^Ssi^0cs(t  9ma  M  me^tpmme^^cm  for  person  c^spdes' 
dealers  lies  in  the  range  of  20-30%.  Softwai®  mppott  cim,  howe^, 
acDOi^  i(x  Acoomiisxabh  {nropcation  of  this. 


THE  DEALEfi  PROFILE 

•  ProchiGt  Cov^^e 

-  IBM  10 

-  Tulip  2 

-  Phiiif:^  0 

•  Hardware  Maintenance  Revenue 

•  Total  Support  Revenues 
(20-30%) 

YHOL 
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Warranty 


All  the  dealers  offered  as  a  base  IBM's  standard  warranty  arrangements. 
In  addition,  however,  one-half  of  the  dealm  contacted  attempt  in  some 
way  toofi^additioiial  hmdmece  searvice  anan^nratts. 

A  similar  situation  applied  to  Tulip,  albeit  on  a  very  low  sample.  One 
dfiiAer  offered  mmiaid  waxranty  terms;  tibs  <9ter  pfovyed, 

.AcWHtional  services  mentioned  by  respondents  were: 

•  QiH^  i^vic»  as  qppc^d  to  carry-in. 

•  Guaranteed  eight  working  hours  response  time  for  on-site  service. 

•  RqdaaanentQiiK^iiie. 

Large  discounts  (say  40%)  are  offered  on  a  full  maintenance  contract  in 
period. 

The  impression  was  gained  that  the  dealer  was  finding  it  very  difficult  to 
ccm^te  i^kWM^msAy  oa  wmmsity  service. 


wAmmvf 


•  Stan^tfd  Manufacturer  Terms 

•  Additional  Services 

-  On-Site  Service 

-  Response  Time  Guaranteed 

-  Replacement  Machine 

•  Discounts 
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Mainteiiance  Services   The  most  widely  offered  maintenance  contracts  cover  'on-site'  and 

'retum-to-depot'  services.  Only  three  of  the  ten  dealers  offered  'name-a- 
d^*  Ksrvices,  and  tia^  w<»«  diethi%e  larger  deakrs. 

W^mk  ^  'on-site'  type  of  contract  there  was  a  tendency  to  offer  two 
Ic^nsi^  OF  INiMc  pienumn. 

F*remium  services  called  'full-care  contract'  and  'all-in  service'  offered 
better  response  time  to  fault  notification  and  such  features  as  replacement 

period. 

Name-a-day  serweei  seem  to  be  ^UmA  to  larger  customers  who  have  a 
doder. 

Mail-in,  eerier,  and  personal  carry-in  were  all  methods  employed  in 


EXHIBIT  11-3 


MAINTENANCE  SERVICES 


•  On- Site 

•  Name-A-Day 

•  Return  to  Depot 


Hi 
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D  

Other  Service  The  most  common  service  duration  period  is  for  one  year,  with  about  half 

Features  ihe  dealers  interviewed  offering  two-  or  three-year  options.  The  inq»ai- 

skm  wm  fmami  ttmt  in  practice  vkfiudfy  all  maintenance  contracts  wext 
for  one  year.  Two-  and  three-year  contracts  may  be  offered  where  the 
personal  computers  are  part  of  some  other  larger  system. 

The  most  typical  response  time  offered  was  up  to  eight  working  hours. 
Other  times  were  quoted;  at  the  minimum  one  of  the  larger  dealers  of- 
fered a  two-hour  response  time  and  at  the  maximum  two  smaller  dealers 

The  'hours  of  coverage'  distribution  did  not  exhibit  much  spread,  ranging 
firom  eight  hours  to  ten  hours  with  a  median  of  mim  hmm.  Tbe€k)dk. 
times  r^ed  film  as  ariy  as  S  am  to  6  p.m. 

An  important  phenomenon  of  the  personal  computer  scene  is  the  large 
propai^^mmdtmm,  partiGolarly  spilbreacs,  t^do  tm  MHoe  cmt  a 
maiiitenance  contract  at  all.  Them  asers  rely  on  time  and  materials 
services,  generally  provided  through  a  'cairy-in'  s^vice  approach,  in 
order  to  meet  their  service  needs. 

Interestingly,  one  dealer  did  not  offer  T  &  M  services  and  referred  users 
to  a  TPM  if  they  were  not  covered  either  by  a  maintenance  contract  or 
warranty. 


OTHER  SERVICE  FEATURES 

•  Contract  Period 

•  Call  Response  Time 

•  Hours  of  Coverage 

•  Non-Contracted  Support 
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Other  Support  In  addition  to  hardware  maintenance  services,  dealers  are  involved  in 

Services  augmenting  their  business  with  other  support  services. 

These  other  support  services  range  from  installation  planning  and  con- 
sulting through  to  software  maintenance  and  network  support. 

Tte  most  frequently  mentioned  of  these  additional  services  was  network 
support,  with  only  cm  mmHsx  dealer  in  the  san^)le  not  actually  providing 
this  service. 


Moit  of  the  dealers  provided  consulting  services,  training,  and  software 
support,  although,  interestingly,  two  of  the  larger  dealers  did  not  provide 
either  software  support  or  consulting  services. 

Installation  planning  had  the  fewest  mentkms;  oviy  two  of  the  smaller 
dealers  actually  offer  this  capability. 


EXHIBIT  11-5 


OTHER  SUPi^iRT  SERVICES 


Software  Maintenance 
Training 
Consulting 
Network  Support 

installation  Planning 


The  charging  conditions  for  hardware  maintenance  are  ultimately  nego- 
tiable dej^ndent  upon  the  size  of  the  contract  and  the  status  of  the  cus- 
tomer. 


However,  in  nearly  all  cases  charges  are  payable  in  advance,  usually  on 
an  annual  basis.  There  was  little  evidence  of  payment  ceilings  being  in 
operation.  Only  one  dealer,  who  decBaed  to  provide  my  Simals^  claimed 
tooperaie  »icb  a  schone. 
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Charges  usually  covered  all  the  engineers  calls  and  the  cost  of  spares.  In 
only  erne  case  did  tite  corset  spe^cally  linat  llie  numbo-  of  ^Us  being 
made  by  an  engines  to  die  eqiupmoit  site. 

The  dealers  interviewed  were  in  general  very  reluctant  to  provide  any 
detailed  ptMng  inimattticm.  As  a  pmxim§&  €i  pm^xsst  pri(^  tihe  nmge 
of  hardware  maintenance  costs  was  quoted  as  8-12%,  wiA  ooe  insiiaice 
of  16%  for  the  second  year  of  installation. 

A  pRamum  of  aioond  50%  was  also  quoted  for  die  provision  of  a  supe- 
rior service. 


B&vm  dltigitm  dealers  (including  the ^cee terge  cmes)  offoed ^scomits 
on  faaxdwais  maiBtraiimc^  as  ^lonal  ^x&i^ke. 

Discounting  would  in  general  only  apply  where  there  was  a  considerable 
numbi^  oi  msxMsm  involved.      d^er  quot»i  20,  ancHl^  100,  as 
th^bfeak  points. 

Discounts  couM  be  quite  high;  one  dealer  quoted  the  figure  of  40%  for  a 
vd^ume  cus^xner. 


CHARGING  CONDITIONS 

•  Charge  Period 

•  Coverage 

•  Levels 

•  Discounts 
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Vendor 

Comideratkim 


The  dealers  reflected  the  fact  that  as  far  as  maintenance  was  concerned 
they  followed  IBM  standard  procedoret  as  thdr  guiding  principle,  tiie 
exception  to  this  being  the  {Hovisioii  of  a  hotline  service  n^ers  m  gmde- 
lioe  exists 


EXh«Bmi-7 


In  general,  thdr  view  of  IBM  as  their  vendor  polarized  around  two 

extremes: 

•  On  the  one  hand  were  the  dealers  who  felt  that  they  had  a  very  good 
relationship  with  IBM  and  who  felt  that  the  service  they  got  was  very 

good. 

•  On  the  other  hand  were  those  who  indicated  by  their  remarks  that  they 
felt  IBM  was  trying  to  cut  them  out  of  the  maintenaubpe  bosaness,  and 
odiem  «^  felt         service  they       getting  itxm  WM  was  slow 

lUBmt  mm  Ofdy  twe  i^pm(im&  vHio  supported  "Mip  equipn^^ 
mmhm  of  ccHaancai^  was  n^ssailly  limited. 

However,  one  dealer  seemed  to  have  a  good  relationship  with  Tulip;  the 
o^wm  &^i^  ^"^iU^ei&n^meciBg  m^^g,  little  hotline  sup- 
pott,  and  s^wness  in  spues  deMvery. 

Jn  terms  q(  Ofvesall  i^^ikr  rq)utation  in  respect  of  the  equipment  it^ 
thssK  was  no  iSS^ckb&s^^  berwe^  ^  <££g^mt  types. 

Generally,  the  dealers  saw  all  personal  computer  equipment  as  becoming 
inci«^ingly  irxxc  reliable  with  few  bieakdowns  to  allow  any  diiect 
amq^oiim  to  be  miuje. 


VENDOR  COI^eERATIONS 

•  The  Dealer  View 

-  IBM 

-  Tulip 

•  Vendor  Reputation 
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The  Dealer  Sample  Profile 


A  

Product  Coverage         In  total,  INPUT  interviewed  ten  personal  computer  dealers  in  Holland. 

All  ci  these  dealers  sold  IBM  personal  computers  as  well  as  a  selection  of 
other  vendors'  equipment  (not  surpriangly,  since  they  were  selected  from 
the  dealer  list  supplied  by  IBM). 

Of  the  other  two  types  of  PCs  of  particular  interest,  namely  Philips  and 
Tulip,  only  two  dealers  also  sold  Tulip  coi^Qters  and  mms  handbd 
Philips. 

A  variety  of  other  equipment  was  handled,  and  tMs  is  listed  ia  ExMUt 
ni-l  together  with  the  frequency  of  mention. 

As  can  be  seen,  Coiapaq  wd  Toshiba  wore  tfie  msM  frequently  men- 
tioned second  source  equipment  with  four  n»ntions  eacdi,  followed  by 
Tulip  and  Hewlett-Packard  with  three  each. 


YHOL 
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EXHIBIT  111-1 


VENDORS  HANDLED  BY 
DEALER  SAMPLE 


VENDOR 

NUMBER  OF 
MENTIONS 

IBM 

10 

COMPAQ 

4 

Toshiba 

4 

Hewlett-Packard 

3 

Tulip 

2 

Apple 

2 

Ericsson 

1 

Epson 

1 

VISA 

1 

Sample  Size:  10 


1^ 


Dealer  Business  Size  Wm^tism4mkmimi^vi&i»GdhyTiWU^ 

growdi. 


Tkt  m^^mmm  gidaed  tarn  il«se  i^erviews,  howevor,  was  iksA  hu^ 
w«K  maintenance  represented  an  important  and  growing  c^^cvtiiaity  fiar 
some  dealers.  For  example,  one  dealer  commented: 


tbsse  to  cootinue  to  iacfease'. 
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Another  dealer  (one  of  the  larger  ones)  was  anticipating  a  20%  increase  in 
1987  over  the  hardware  maintenance  revenues  generated  in  1986,  albeit 
frc»n  a  relatively  low  base. 

Two  dealers  who  were  prepared  to  provide  financial  data  gave  the  follow- 
ing figures. 

•  One  small  dealer  forecast  hardware  maintenance  revenues  reaching  fl. 
100,000,  representing  about  5%  of  the  total  company  revenues.  For  this 
dealo:,  the  provisicm  oi  haidwaie  tmm^mmx  was  a  new  situati<M  and 
they  wmt  in  their  Sxsi  year  Gi  apcca^m. 

•  The  second  dealer,  one  of  the  large  organizations  intMviewed,  reveal«i 
that  totel  T&femm  had  reached  fl.  160M  in  1986,  «rf  ^ch  hardware 
maintenance  accounted  for  fl.l.4M.  The  low  percentage  (.8%)  is 
largely  accounted  for  by  the  fact  that  the  company  is  engaged  in  numer- 
CNis  cm&  serviw  activities  other  Aan  PC  sales. 

A  recent  study  by  INPUT,  Customer  Service  Dealer  Activity  in  Europe 
(CDAE),  May  1987,  revealed  that  in  general  revenue  from  services 
wpsmemed  imytiring  betwi^  abcmt  S%m  35%  oi  to&X  wvm&t,  These 
percentages  represent  the  proportion  «f  ti»  tmdness  repeated  by  all 
types  of  customer  service  provided. 

However,  it  is  only  fair  to  point  out  that  a  small  mincffity  <rf  deal^  Imve 
specifically  sold  off  or  deliberately  stayed  out  of  the  customer  services 
activity.  The  sale  of  the  maintenance  business  has  been  a  way  to  survive 
in  the  short  torn  lor  stnae  i»[&dlar  c^d^ 

For  those  dealers  providing  customer  service,  there  exists  a  general 
expectation  that  these  should  increase  but  it  may  well  be  in  areas  like 
s0ftf»^  supfKHt  soviet  diat  tfiey  ^E^ei^  10     tf^  ^ 

There  seems  to  exist  a  belief  amongst  dealers  that  it  is  easier  and  less 
expensive  to  set  up  a  software  support  service  than  to  invest  in  the  estab- 

INPUT  believes  that  most  dealers  have  probably  not  really  ttoit^ 
Mlity. 
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Dealer  Terms  and  Conditions 


This  chapter  describes  the  information  derived  from  the  dealer  survey 
concerning  terms  and  conditions  that  are  offered  for  maintenance  service. 

Section  A  describes  the  profile  of  maintenance  services  provided  by  the 
dealers  interviewed.  The  remaining  sections  of  the  report  describe: 

•  Warranty  tenx®  and  iddhknal  iKTvlees  duriag  wiix^ 
SecticmB. 

•  Matiitimaiice  services  in  the  post-^^ffiwaty  i^ase  in  S«;tkm  C. 

•  Section  D  discusses  the  support  ^uxangements  for  customers  without 
warranty;  in  effect,  T  &  M. 

Installation  charges  and  arrang»n6itts  fO^edisaKSi^  ia  Chapiat  V,  S&^n 
B,  Coverage  of  Charges. 

Unless  specifically  indicated,  the  terms  and  conditions  described  apply  to 
both  IBM  and  Tulip  equipmeat  for  those  two  dealers  who  w&e  maiketittg 
both  types  of  equipment. 

A  comsBMiEay  OQ IMI^  sean^  is  also 

A  

SexwkeA^&mms     1.  GENERAL 

All  of  1^  dealars  iiMerviewed  had  a  eofflMM^ 

was  some  variation  in  the  other  forms  of  service  agietanbf^  o&esixd. 

Exhibit  IV- 1  shows  this  ^tribution. 


VflOL 
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EXHIBIT  IV-1 


HARDWARE  SERVICE  AGREEMENTS 


ARRAI4aEMENT 

TOTAL 
SAMPLE 

LARGE 
DEALERS 

Warranty 

10 

3 

Con^c^ed  Maintenan^ 

10 

3 

Time  and  Materials 

9 

3 

Users  Without  Contracts 

4 

2 

Other  FommG^P^BermnX 
(e.g.,  bisutance) 

0 

0 

Sample  Size:  10  (Large  Dealers:  3) 


All  dealers  in  the  sample  offered  warranty,  as  per  the  manufacturers' 
standard  practice.  Warranty  is  discussed  separately  in  Section  B  below. 

Quite  clearly  the  provision  of  hardware  maintenance  services  by  dealcas 
is  still  an  evolving  area.  In  consequence,  there  appears  to  be  a  wide 
^wiety  of  appp^hes. 

In  general,  as  indicated  in  the  previous  chapter,  it  is  the  larger  dealers 
(who  often  are  runningother  associated  business  streams)  who  are  most 
able  and  prepatt^i^telil^tomer  s«fvta»  WlltMmSbm4mkSSi  lend  sot 
to  have  the  same  long-term  commitm^oT  iie^^^QaBli^ieii^ftvm^ 
to  develop  this  aspect  of  the  business. 

For  msm^  &m  of  llie  smS^  db^i^  mterviewed  did  not  appear  tD  be 
emphasizii^  hat^twsBK  moismim^  as  pst  c€  its  bui^uuBss.  They  am- 
mented: 
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Tbest  'iicn-amtracted'  cmtamen  wa»  reared  to  Akd-party  maiate- 

However,  the  larger  dealers  also  had  many  customers  without  mainte- 

customers  without  any  type  of  maintenance  agreement  at  all.  And,  this 
group  of  four  included  two  of  the  three  large  dealers  interviewed. 

None  of  the  dealers  contacted  was  prepaiKdfO  pwemy  toddata  about 
the  distribution  of  their  hardware  maintenance  agreements  across  their 
customer  base  or  about  the  actual  size  of  the  base.  This  was  testimony  to 
lite  highly  competitive  m$m^iiiM$  wsbSb^  and  D  some  ocfimt  tibe 
rebtiye  1^  of  Imme^  loioffiM^bEi  ia  tills  sectx. 

INPUT  has  noted  this  phenomenon  when  interviewing  smaller  PC  dealers 
in  odier  fmm^  WbS^  ttf^  «m  often  'i^op*  mdem  im  fofiect  of 
dealing,  negotiation,  and  selling,  they  tend  to  be  weak  in  areas  like  mar- 
ket planning  and  lack  any  sense  of  strategic  direction.  Many  are  in  for  a 
quick  kill,  whetho*  they  are  aam^msi^  msm  tstkm  tm. 

2,  PHILIPS 

None  €i€^  dadm«tefvk^ii«d  actually  dealt  to  Hiilips  equipment  and 
consequently  no  'field'  data  was  collected  on  this  supplier.  However, 
some  indications  are  given  below  of  Philips'  recommended  position  with 
regards  to  maintenance  for  personal  computers. 

Philips  offers  a  three-month,  on-site  warranty  service  or  a  six-month 
'carry-in'  agreement.  In  the  latter,  the  customer  is  responsible  for  all 
cMifage  Wfht  equipment  to  and  ftt«n  "fte  servtec  oeater. 

Philips  itself  claims  to  take  a  'very  flexible'  approach  to  all  aspects  of 
customer  service.  The  principal  factors  that  are  evaluated  are  the  cus- 
tom^ -mho  hs  k,  wfeit  f^r  etfalptneffit  lie  may  tmw,  mi  ^  wamimoS 
machines  involved.  For  example,  if  the  number  of  PCs  is  above  100,  limi 
Philips  will  negotiate  an  attractive  package  for  maintenance. 

warranty  to  six  months  or  one  year  providing  that  lite  caMOIlll^  i^pas  IQ) 
for  a  two-  or  three-year  maintenance  contract. 

llbstallation  is  generally  not  included  m  a  standaid  fealme,  but  is 
negotiable  for  l^ge  dioots. 

in  mam  of  wts^&m  liiiae,  V^&gt  oOm  a  *mm  day'  sm^m^  within 
four  to  eight  lioiifs.  An  *oitt  of  bsms*  ism&  le^  atmsj^msD  k  also 
provided. 
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HuMps  us^  vety  few  d^ers  for  mf^BStiBg  pexsraiai  cxmpmexs.  Wh^  a 
dealo:  is  selected,  the  company  carefully  checks  that  the  dealer  can 
provide  a  high  quality  of  maintenance  service.  Philips  is  very  conscious 
of  the  need  to  maintain  its  high-quality  image  in  the  marketplace. 

Dealers     provided  with  the  necessary  support  from  Philips,  fores- 
ample,  msmng,  documentation,  hotline  service,  etc. 

hi  feffl»al,  it  appears  that  Philips  ps^m  to  l»Bidle  all  maintenance  of  ils 
eqiupB^t  itsdf,  even  where  thaA  e^mpneirt  Is  sold  through  dealons. 

B  

For  IBM  equipment  sales,  all  dealers  offer  as  a  base  IBM's  standard 
mmm^W^eUB^^SSSMSm.  However,  some  dealers  try  to  flil^  additional 
^ipport  Tbe  i^iticidar  dEfera^s  saa^  by  ^esetkaJm  «te  as  folk)ws: 

•  One  dealer  said  that  tbey  wiU  iSndfNit  m^k^^Am  of  sile^  n^eiba 
customer  needs  on-^^n^e»fflK»;  iSm  U  #m  fxmhkd  as  m  aM- 

vided  by  the  warranty  provisions.  They  offer  an  on-site  service  with  a 
guaranteed  one-day  (i.e.,  eight  working  hours)  response  time  with  no 
additional  charge  for  spares. 

•  A  third  dealer  provided  on-site  service  for  the  first  two  weeks  of  the 
warranty  period,  but  the  customer  is  charged  for  the  engineer's  travel 

This  dealer  also  offers  the  facility  of  requesting  a  completely  new 

•  A  fourth  dealer  offered  an  on-site  contract  at  time  of  sale  but  no  dis- 
(^iffiAum  Ode^  ktmdeift&mxmmgB  diedMHEa^te  take  up. 

•  This  was  in  contrast  to  a  fifth  dealer,  who  offered  a  40%  discount  for  a 
maintenance  contract  during  the  first  year  of  use.  This  dealer  found  ftat 
iM^ofy  an  tos  ai^ei»ers  todk  opiMs  optk». 

In  summary,  it  can  thus  be  seen  that  five  out  of  the  ten  dealers  contacted 

Only  two  dealers  were  concerned  with  Tulip  equipment.  One  of  these 
oifised  mm^a^imm^bi^mBBe  mamaty  (om  your),  &e  other  c^oed  a 


18 


YHOL 


STALER  H/^MNTENANCE  CONDITIONS  IN  HOLLAND 


INPUT 


wicter  servik«  (as  imk^  Aey  did  for  tfieir  IBM  cqmpment). 

In  this  sense  they  made  no  differentiation  between  Tulip  and  IBM  equip- 
ment. They  offered  an  on-site  service  agreement  guaranteeing  one-day 
(ijs^       imrking  houf#^«e^p<mie  m  a  hrnksSmn^  md  wpl&sasd  spates 
widimtt  adittEml  charge. 

S<wne  additi<Miai  coamnatXs  m  the  wmranty  sitimtbn  by  d«ilers  were: 

•  "We  can't  really  compete  with  IBM  themselves  as  although  they  claim 
that  the  warranty  agreement  requires  the  customer  to  carry  the  equip- 
ment in,  ffl  miHI^  Acf*  wmA  m  m'^met  <m-^ts\ 

•  'The  warranty  terms  specify  1.5  hours  work  per  fault,  which  is  not 
enough  to  cover  costs'. 

c  

Types  of  Maintenance  1.  GENERAL 
Servi^ 

Exhibit  IV-2  shows  the  distribution  of  types  of  maintenance  services 
provided  by  the  group  of  ten  dealers  surveyed.  The  subgroup  of  three 
large  dealers  is  separately  identified. 

All  the  dealers  offered  on-site  services.  This  means  visits  by  the^qpoeer 
on  an  unscheduled  basis  in  response  to  a  machine  malfunction. 

Ja  v&mastt  (xaly  dtaise  of  the  ten  dealers  (0&md  a  'mEO^-iSiC-^sy'  cm-site 
s^vle^  »Bd  tese       the  large  deato. 

*MmNMlir*  mPtlm-m  mm  tt^^  to  be  add  to  Mger  commas 

There  exists  iittie  preventive  maintenance  activity,  and  where  this  is 
OHried  <Mit  k  is  vmaifejrtee  "vidiea  Am  m^^a/eerh  vkMi^  the  site  to 
attend  to  some  other  problem.  Only  one  company  appeared  to  oEfar  a 
{Keveative  maintenance  contract,  and  this  was  a  small  dealer. 

'Return  to  depot'  services  vmG  cMes^  %  seven  of  the  till  6&ilms. 
Methods  for  returning  the  equipment  were  fairly  evenly  split  between 
'mail-in',  'courier  service',  and  'personal  carry-in'.  More  than  one 
m^ecl  was         <^4A^^  sod  fcHsr    ^se  seven  d£iie^  med  aU 
tfaese  mtidbcM^ 


YHOL 
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EXHiBrriV-2 


TYPES  OF  nyy^TENANCE  SERVICE 


On-site 


On  Site 


R^umlf^Oipot 


t 


Courier 

Personal 
Carry- In 


V/y  1  \ 
//// 


8 


6 


6 


a 


Dealers  (3) 


Smaller  Dealers  (7) 


10 


9 


10 


10 
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1^  {Ho^kdai' iH«^«xca@e  for  metbod  miQ^ 
po^ed  cwtt  titot  netily  aU  Ms  ii^mm  were  by 

Another  dealer,  who  did  not  oSm  *re*yam  to  depot'  as  a  contract  servias 
(and  therefore  is  not  included  in  the  seven  in  the  above  analysis),  pointed 
out  that  this  could  be  done  by  anyt^,  ^lAio  mjnM  then  be  charged  at  the 
relevant  nominal  repair  rate. 

Most  of  the  dealers  insisted  that  'return  to  dealer'  was  a  customer  respon- 
sibility and  cost  whatever  physical  transportation  method  was  used.  One 
dealer,  however,  offered  a  contract  option  in  which  they  would  include 
transpartatioB  as  part  of  Htm  sovice. 

This  particular  organization  has  an  agreement  with  a  transportation 
company  whose  personnel  have  been  tn^MSd  lo  carry  out  installatioa  and 
some  minimal  level  of  repairs  to  the  eqt%ment  It  is  this  Gomj^aay  fi^^ 

I\w(>  <^  tbe  il^A^  interviewed  dlSea^ 
ments: 

•  One  smaller  dealer  offered  a  'Full  Care  Q^cact';  one  feature  of  this 
wmiMbepfOvMol 

•  Tlte  smmd  dealer,      of^  iliie&  larger  organizatitms,  oi^Mt  m  *aB- 
kt  leniiDe*  iMk^  covered  OMte  or  nsun^-the-day  service,  which 
seen  as  a  follow-<»i  to  the  wafrao^  aivrngpe  in  the  first  year  af^ 
installation. 

shows  ibeiis&ibi^icm  of  ^cc^zactperaod  for 
mmot  ^peements. 
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EXHIBIT 


Annual 


Three-Year 


Four-Year 


Five-Year 


0 

[7 


4 


J  L 


2  3  4 
0^iidrs(3) 

Smaller  Dealers  (7) 


CONTRACT  PERIOD 


J  L 


8 


10 


immt^^m  seen,  the  ixMJStpopdatirjpedffid  isiHWHiU^,       idxiMtMlf  tfie 


Qm  cLeala*  was  prepared  to  consider  a  five-year  GcMt»(^  birt  was 
clooly  an  esEoqp^m. 

The  comments  of  dealers  revealed  that  by  far  the  most  popular  period 
was  one  year.  Pm*  exan^le,  one  ^al^  ctmm^^: 

•  'Two-  and  three-year  contracts  could  be  offered,  but  in  practice  this 
does  not  really  happen'. 
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Am^her  deakr  pdnn^  oat  that  although  they  offered  a  nmkQum  three 
^ar  amtract,  the  castCHO^  could  in  fact  cancel  this  on  an  WJxmL  basis. 

Two-  and  Arw-y^  OBxam^  rerily  only  are  p(mSie  whcfe  the  equip- 
ment is  part  of  a  large  system;  for  example,  PCs  connected  to  the  main- 
frame. Under  these  circumstances,  the  service  arranf^Bents  for  PCs 
follow  the  contract  for  the  whole  system. 

However,  the  dealer  who  quoted  the  possibility  of  a  five-yKff  ctxttrac^ 
was  in  fact  one  of  the  smaller  dealers  interviewed. 

2.  STTEVBITS 

In  no  case  did  the  on-site  service  contracts  offered  by  the  dealers  inter- 
vie^p^  ^ilt  fie  line^of  vW^ 

Only  two  of  the  ten  companies  stated  that  it  made  a  call  to  the  customer's 
site,  irrespective  of  whether  the  customer  had  made  a  call  or  not;  one  of 
Aese  cofi^imi^  was  a  larger  deider. 

This  was  not  surprising  in  the  light  of  the  virtual  nonexistence  of  preven- 
tive maintenance  amongst  the  equipment  dealers  surveyed. 

The  smaller  dealer  who  did  make  unrequested  on-site  calls  did  this  either 
because  the  equipment  required  preventive  maintenance  or  because  they 
f5«wite^»Seil&^i«tain  good  Rli^nships  with  cnstott^. 

The  precise  number  of  calls  would  depend,  tbeiefcK'e,  either  on  the  type  of 
equipment  or  the  particular  customer. 

The  larger  dealer  revealed  that  unsolicited  visits  were  a  function  of  the 
contract.  For  their  annual  'all-in'  service,  which  would  include  a  preven- 
tive maintenance  check,  they  would  make  at  least  one  visit. 

Outside  of  this  particular  type  of  contract  they  would  not  visit  the  site. 
However,  from  a  customer  liaison  point  of  view  this  could  change  in  the 
tmm,  and  they  might  cm0k  iimding  in  a  servke  floofketing  repres«i- 
t^nne. 

For  site  visits  all  dealers  specified  in  the  contract  a  standard  response 
^mt.  His  was  atmys  sp^ied  as  wcsi^  hotors. 

The  most  frequently  used  response  time  was  eight  hours,  as  is  shown  in 
Exhibit  IV-4,  which  also  shows  the  distribution  of  re^Kmi^  dme  pefkxls 
quoted. 

The  other  res|>onse  periods,  2, 4, 7,  and  16  working  hours,  only  gained 
eae  or  two  iam&oe£.  Miitiple  re^>of^  wa%  allowed  as  doAos  eHeied 
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vffl:'k»is  ccmtzac^ial  tmns,  vaz^i^  fe^n%  tiix^  as  a  ftmcticm  of  service 
agr«9tBm  cx)sts. 

One  dealer  guaranteed  a  site  visit  widiia  eight  working  hours,  but  mxM 
only  guarantee  16  wodduag  Ikmos  to  ocmj^M^  a        or  fqplacanait  of  a 
faulty  part 

One        f^ncpted  me         dPtoi#atio&  by  offering  same-day 
serviKS  promi^  titot  ^  service  caH  was  received  he£<xt  12:00  pjm. 


SITE  VISIT  QUOTED  RESPONSE  TIMES 


NUMBER  OF  MENTIONS* 

RESPONSE 
PERIOD 

TOTAL 
SAMPLE 

LARGE 
DEALERS 

2  Hmxs 

1 

1 

4  Hours 

2 

1 

7  Hours 

1 

8  Hours 

9 

3 

16  Hours 

2 

The  working  hmm  nmge  of  coverage  pattern  for  &m  m  dealers  km- 

viewed  is  shown  in  Exhibit  IV-5.  In  all  cases,  cover  wis  f^ty  pniviiled 
for  the  working  week  period  of  Monday  to  Friday. 

Bean  be  seen  firqsa  diis  exhiibMtJiwt     loi^i^p^^  was 

Hie  mSim  tte  that  any  of  ibe  t^  dealers  wi^  aUb  to  sovioe  a  catt  vm 
S:00  a.i!L,  the  l^e^  6^  pm 

Another  aspect  of  on-site  coverage  that  dealers  were  questioned  about 
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Sev^  frf  tfae  tim  ilealos  ii^OQded  poibii^y  to 

some  qualifi^tk»s  wore  added.  In  fullj  die  analyiis  ditmpSMm  vm  as 

follows: 

•  Three  said  that  theken^iiei»g  did  do  daiimddMB(»fMier^^ 
thek  sii^^iOBse  (one  €tf  toe  was  a  latfB  d»dar). 

•  Ctee  said  *We  will  try  to'  (a  large  dealer). 

•  Amjther  said.  'In  special  cases,  yes'. 

•  AnodMrs^  *Yes,  if  neaMwewiUdodiis'. 

•  The  last  of  this  group  of  seven  said,  'Yes,  unless  it  is  a  very  compli- 
Cfttld  problem'  (a  large  dealer). 

M  terms  of  'out  of  hours'  coverage,  only  one  of  the  ten  dealers  provided 
Ms  facility,  the  supply  of  service  engineering  support  outside  the  stan- 
^id  hours  of  coverage.  This  was  one  of  the  larger  dealesrs.  IMsparticu- 
feir  d^er  offered  service  both  on  the  weekends  and  for  hours  outside  the 
standard  S:30  a.m.  to  5:00  pjn.  day  duiing  iie  Monday  to  Friday  wotking 
week. 

Two  other  smaller  dealers  did  say,  however,  that  they  fTO«M  CCHldder 
providing  such  a  service.  Their  comments  were: 

•  'llubai^beoSieit^tfthecUeMk^^tatithai^occi^ 

•  'We  could  consider,  but  it  does  not  a^oally  occur;  no  one  asks  for  it'. 


"mm. 
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DEALER 

EXTENT  OF 

*i 

10.0 

8.00  a.111.  -  6.00  p.m. 

2 

9.5 

8.30  a.m.  -  6.00  p.m. 

3 

9.5 

8.30  a.m.  -6.00  p.m. 

4 

9.0 

8.30  aum.  -  5.30  p.m. 

*5 

9.0 

9.00  a.m.  -  6.00  p.m. 

6 

9.0 

9.00  a.m.  -  6.00  p.m. 

7 

9.0 

9.00  am.  -  6.00  p.m. 

*8 

8.5 

8.30  a.m.  -  5.00  p.m. 

9 

8.0 

9.00  a.m.  -  5.00  p.m. 

10 

8.0 

9.00  am.  -  5.00  p.m. 

^Latgt  Oilers 


3.  CABMLYMWmVKM, 

AU  ten  dealo^  piwided  servicing  on  a  'carry-in*  basis,  but  only  erf 
l^tsm  actually  provided  it  on  a  contracted  basis.  The  remaining  four 
lio^ly  provided  it  on  a  T  &  M  basis,  and  tbese       all  smalka:  dealm. 

"i^med  ID  i^pe^  iifGe^Kbk^  inr  repair.  Fk]r  o^Bi^ 
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•  'No  specification  of  liUQiba' todays  for  r^^'. 

•  'Repairs  usually  carried  out  within  cm»  day  (i.e.  ready  for  coUecdon  the 
following  day)'. 

•  'We  ixBFer  iieyai  hoBis  ttinifiRMtBd'. 

M  nearly  all  cases,  thou^,  the  customer  had  responsibility  for  delivering 
and  eglfei^m  iie  eq^^KieiK  m  waAittm  ^  npEor  ^^er. 

Only  in  certain  more  'up-market'  service  contracts  were  these  costs 
included.  One  larger  dealo*  offered  an         emmm  Im^okeA 

Comments  made  by  dealers  about  delivery  and  return  were: 

•  'The  custoooor  ecffleets,  mwemm  wmA    If  we  h^pen  to  have  a  car  in 
tlw  ai^  we  ddivar*. 

•  'The  customer  collects  or  delivers  himself'. 

•  'Equipment  movement  is  the  customer's  responsibility;  we  can  do  it 
and  offer  two  levels  of  service,  normal  and  the  express  service  which  is 
more  expensive'  (a  large  dealer). 

4.  oiMMSi  CONTRACT  comummfsmYKm 

(My  two  of  the  tm  smaller  dealers  va^vk^mAnimt^mmya^ 
In  both  cases  this  was  simply  the  inclusion  of  a  telephone  support  or 

•  'First  there  is  a  telephone  conversation,  first  to  try  and  help  the  cus- 

•  'We  provide  a  telephone  hotline  service;  if  the  fault  is  not  determined 
ihen  nonml  sa^^mas^Samm  me  invc^*. 

In  addition  to  these  two  cases,  one  of  the  large  dealers  a|^}aiied  to  offer 
some  level  of  telephone  support;  their  comment  was: 

•  'We  do  not  really  offer  any  further  service;  the  customer  can  use  the 
telephone  first,  but  if  the  customer  insists  then  we  have  no  choice  but  to 
go  on  site*. 
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sexvii^  The  diiSi^ittioii  of  those  mentk^ 

The  most  widely  provided  additional  service  is  network  support.  Even  the 
one  dealer  who  did  not  claim  to  provide  it  as  a  maint^mee  laM^ 
claimed  to  specialise  in  the  installation  of  token  ring  networks.  The 
general  impression  gained  from  dealers  was  that  this  aspect  was  on  the 

Training  and  consulting  were  each  mentioned  eight  times.  One  of  the  two 
dealers  who  did  not  provide  training  services  did,  however,  say  that  they 
wmM<^pM^%§mi^emmi^%f  mcmm&e^§  wheav  to  go. 

One  company  pointed  out  that  they  really  specialized  in  consulting. 

S^b^are  maintenance  service  "mm  provided  by  ^ven  of  the  tpi  ^ealess, 

one  of  whom  qualified  that  statement  by  pointing  out  that  tihey  only 
supported  software  that  they  had  written  themselves. 

In  addition  to  these  support  services  mentioned  above,  certain  dealers 
specifically  support  vertical  or  other  specialized  market  niches.  One 
dealer,  for  example,  mentioned  CAD/CAM  applications. 

It  is  interesting  to  note  that  no  dealer  offered  'disaster  recovery'  services 
of  any  kind  although  one  dealer  did  say  that  they  would  do  anything 
necessary  connected  with  the  service  and  support  of  their  customers. 


EXHIBIT  lV-6 


OTHER  SUPPORT  SERVICES 


WUMBEB  OF  MENTIONS* 


SUPPORT 
SEAViQE 


TOTAL  LARGE 
SAMPLE  DEALERS 


Sottwai^  Support 


7 


1 


Training 


8 


2 


ConsuKing 


8 


1 


Network  Support 


9 


3 


Installation  Planning 


2 


0 


^Sample  Size:  1 0  (Larga  Dealers:  3),  Mu\i^ 
Mentions  Allowed. 
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IMPUT 


D 


Support 

for  Customers 


The  one  dealer  who  dM  not  tsi§a  T  &  M  services  stated  that  unless  ^ 

customer  was  either  covered  undo*  warranty  or  by  conQKPJ^ 

be  ref  oiied  back  to  a  third-pKr^  m^mzaikm  fcx  tsmmsmax  ema. 

nii^iticular  d^er  iqppeaxed  not  tiHki.€OSflia^ziBf  hud^^ue  tma^ 

•  'We  have  more  users  without  contrac®  ibffia  with  contracts'. 

Three  other  dealers,  making  four  in  total  out  of  the  ten  interviewed,  bad 
customers  without  any  type  of  maintenance  agreement  at  aU. 

T^e  general  view  emerged  that  in  terms i| trends,  'time  and  materials' 
agreements  were  on  the  increase  as  a  p^^(Mri(»i  erf  the  usea:  base.  Com- 
ments about  T  &  M  included: 

•  'Large  customers  prefer  T  &  M  to  having  a  maintenance  contract'. 

The  position  polarized  around  two  viewpoints  in  respect  of  contHK^  OSi 
the  one  hand,  dealers  increasingly  saw  a  reluctance  cm  ^  part  of  assess 
take  out  a  contract,  for  example,  the  dealer  whose  comment  about  a 
majority  of  uncontracted  hardware,  as  has  already  been  mentioned.  Other 

•  'We  would  like  to  see  more  of  our  users  take  out  contracts'. 

•  'S]iksdlercQciipanies^E»i)iottt>l^ 
mmd&  oat  m&^ts\ 

On  the  otfier  hand,  a  couple  of  dealers  (perhaps  those  dealing  mainly  witii 
larger  companies  and  offeriii|g  iiii@r  smmi&iSKj^lmd'eae  wiM^a^ 
usm  with  contracted  Imdmem  wam&tmmcm. 

Coottn^^  were: 

•  'On  the  whole,  most  customers  have  a  contract'. 
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(^91:^1^  otti^  ^rvices  mi^  be     t0  dlis 
costomoK  pi^lsaiBg  T  &  M  to  havmg  a  ^ 

Certainly  dealers  are  conscious  of  ^med  to  assess  who  the  client  is  in 
profax^#^  M  &m  *It  dermis  on  ^ntbo  ^  user 

is'. 


YHOL 
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and  Conditions 
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INPUT 


V 


Charging  Methods  and  Conditions 


This  section  describes  the  jgrofile  of  charging  methods  and  conditions  that 


Charge  Period 


la  WS^ly  all  cases,  maintenance  charges  are  payable  in  advance.  In  only 

rears.  This  would  probably  be  a  w^pfisftaf  fotedi^^a#Rg  Upm  fl» 
client's  financial  situation. 


B 


AM  im4e9kam  offered  msmtmaam  commm  m^mMsmA  HsmaSi  b@ 
quarterly  or  monthly  terms  were  provided»ll^oag^  CNMS  dicier  he 
would  consider  this  for  a  large  account. 

M  tmm  of  payment  ceilings,  these  were  offaed  by  one  d^kr,  but  he 
mm     fg^^md  m  leveal  my  de&sols  <d  ik&ss  mam^mmu. 


Coverage  of  Charges     Coverage  charge  information  is  provided  in  Exhibit  IV-7. 


Only  one  dealer  fixed  the  number  of  visits  to  the  site  that  were  covered 
within  the  contmcL  This  dealer  wm  not  p^qpaied  to  what  this  fixed 
limit  was. 


For  all  other  dealers,  all  calls  made  by  tte  service  es^pteeer  WSB  ©txn- 
pletely  covered  by  the  service  charge. 

S^l^mm  used  wem  covered  for  nine  out  of  ^  ^  debtees  kttrarviewedL 
The  tmtfa  deal»  wi»  equivocal  <M  this  pcHm. 

HswpMsr,  8pp»^^  tat  ltedaslw^»di^  imiaitlilitwi  aipjacltibe 
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INPUT 


to  fkst-4ime  in^^atkw  »d      tMs  idse  iaci^^ 

The  inclusion  of  a  smaQ  6mig>  as  oUas^Bl&Sm  was  also  was&omi 
by  one  other  dealer. 

One  dealer,  however,  did  iiftiiew  'ii^alktkxi'  as  ms  €i  the  le^iODsn- 
l»Uties  of  the  service  dqjflfGEQaait 

Apart  from  the  two  dealers  who  mentioned  the  inclusion  of  ft  mi^4emo 
a&  part  of  the  installation  process,  no  other  services  were  iadiKledL  io^d'- 
laikwi  was  wm&^^dky  viewed  as  'prepars^on  fen*  use'. 


COVERAGE  OF  CHARGES 


NUMBER  OF  MENTIONS* 

ITEM 

TOTAL 
SAMPLE 

LARGE 
DEALERS 

Fixed  Number  of 
Visits  to  Site 

1 

0 

9 

3 

Spares 

9 

3 

Installation 

7 

1 

*Sample  Size:  10  (Large  Dealers:  3). 


C  :  

One  dealer  said  that  ni|^  all  equipment  was  charged  in  the  bracket  8- 
12%  of  purchase        Jm^nha*  dealer  ete^fii  WS^Im  tiie  fioKfiar  md 
16%  in  the  following  foff.  Altexnaiii'^jf,  a  two-^^Eor  (t^mmst  w&iM  he 
charged  at  22%. 

Soim^pediBepmas^  kaiemia^im  was: 

•  For  installation,  one  d^er  charged  fl  150  for  plugging  in,  but  fl  500  if 
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for  a  monitor  —  the  IBM  charge  was  fl  23,  the  dealer  fl  100.  Not 
surprisingly,  the  dealer  felt  he  had  difficulty  in  competing. 

•  'All-In'  (i.e.,  a  superior  service  a^mmamk}^taang  the  warranty  period 
was  fl  327  and  afterwards  fl  798  per  annum.  The  'Bring-In'  service  was 
available  only  after  the  warranty  period  and  was  fl  516  per  annum. 
(tMt^i^iei^is  a  preiuiittn  fisr  die  superior  smlce.) 

Clearly  there  are  many  dealers  who  will  negotiate  considerably  to  tie  up 
maintenance  as  part  of  a  deal  or  as  part  of  delivery  of  other  services.  One 
^i^^mmEmmimxsBm&y,  'We  liftye  vmy  individkial  &^psmmm*. 


j^^MOntS  Seven  of  the  ten  dealers  interviewed  (including  the  three  large  ones) 

offered  discounts  as  a  general  practice.  One  further  dealer  indicated  that  it 
could  be  done,  but  that  it  was  certainly  not  something  that  was  encour- 
aged. 

Not  all  the  dealers  were  prepared  to  reveal  details  about  their  discounting 
policies,  clearly  a  highly  competitive  area,  but  some  general  indications 

•  Discounts  would  apply  to  volumes  of  machines,  and  this  in  one  case 
•ms^iffmi^kBs  high  as  4^  Qbsaily  om  importaal  faclor  in  giving  a 
Mgh  discount  m  amammm  wm  tbe  fc^nyrfical  lotion  <tf  iie 

•  In  general,  discounts  appear  to  be  decided  on  an  ad-hoc  basis  depend- 
ent upon  the  individual  circumstances  ^  lAse  mxmasL  Tl»  key  criteria 
is,  m  feo^ial,  the  nuinba-  of  taa^mm  omoemtd, 

•  One  d^der  smd  Aat  they  gave  discounts  mmtimmmm  lot  msmy 

machines  and  upwards,  but  mm^  M  msm  v^tm  iimmmmes  liad 
greater  than  100  mac]iine& 

•  AiwiierdealCThada^pwNtatgi@g<wwy  IQ  fiaflto  syaaaag  tiiape 

One  other  possible  soea  for  discounting  concerns  that  possibility  when  no 

seririas  oiiib  Iffisife  beoa  isfit^ 

year). 

Only  om  ^eakr  was  prepared  to  emisMetitds  particninr  bmm,  sw&Rg  tihat 

it  was  only  possible  for  a  very  large  user.  Of  course,  it  would  be  fairly 
unlikely  that  a  very  large  user  made  no  service  calls  at  all  in  the  period  of 
one  year. 
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INPUT 


VI 


Vendor  Considerations 


A  

Vendor  Policy  The  dealers  interviewed  were  asked  to  comment  on  their  view  of  their 

equipment  vendors  in  reflect  of  hsa&o  sarvk«  s^sppm  faiK^^  smk  as: 

•  Spares  holding. 

•  Spares  CHd^ing. 

•  Hotline  support. 

•  Inpnemng  traimng. 

These  comments  are  described  below,  analyzed  for  the  respective  ven- 
dcxrs. 

The  comments  made  were  in  general  fairly  fragmented,  but  do  give  some 
picture  of  what  dealers  think  about  their  equipment  suppliers. 

L  IBM 

E^dbiyt  VI-1  shows  the  general  OMBments  made  about  IBM. 

n  respect  of  the  specific  maintenance  support  functions,  dealers  recog- 
nized that  they  had  to  follow  IBM  standard  procedures  where  these  exist. 
AH  the  dea^^  m§m^  to  ffiM  ma^ba^  as  being  tiieir  guiding  principal. 

No  particular  comments  were  made  about  spares  holding  or  ordering 
other  than  the  dealer  who  complained  about  delivery  taking  too  long. 

ThCTe  vmt  a  coi^  of  geiMisral  ccxnplauits  that  IBM  service  was  slow  to 
ideate. 
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EXHIBIT  VI-1 


DEALER  COMMENTS  ON  IBM 

•  IBM  fries  to  do  as  little  maintenance  as  possible  -  it 
appears  to  be  trying  to  reori^uiise  its  whole  maintenance 
organization. 

•  We  have  a  good  reiationsiiip  witli  IBM;  sometimes  there 
are  d^v^  time  problems  witit  mm         ani  spares 
but  this  is  usually  only  at  the  beginning.  It  usually  gets 
better  quite  quidciy. 

•  We  have  a  good  relationship  with  IBM. 

*  IBM  is  very  sitm  and  very  expehstve. 

•  IBM  is  good. 

•  IBM  takes  a  very  long  time  to  respond. 

•  It  is  very  difficult  to  get  to  the  right  person  at  IBM.  We 
^^sM^  IM^^  speak  to  foiiHrlo  ^e  pii^  N^  is 
the  one  mho  cm  help.  IBM  shouki  have  a  clearer  policy 
on  this. 

•  Delivery  of  spares  takes  far  too  long;  waiting  times  are 
too  long. 

•  IBM  is  entering  into  the  maintenance  mark^  fer  PCs* 
What  is  required  is  low  skill  level  but  high  r^Hjrc^  -  we 
can't  compete  with  its  prices. 

Hotline  support  was  something  that  they  saw  no  IBM  rules  for  supplying 
as  a  service  to  their  customers. 


In  respect  of  IBM  support  to  the  dealers,  there  were,  as  can  be  seen  from. 
the  comments  in  Exhibit  V-1,  several  complaints  about  the  speed  of 
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FcMT  eE^^oeeruig  t»uflt&g  cm  dealor  pokted  out  that  wese  obliged  to 
follow  WM  To^  and  t£at  Aey  did  not  go  any  furthor  than  this. 

A  one-day  engineering  training  course  was  also  mentioned. 

2.  TUUP 

Theie  wm      9m       ^stiSm  mmx^  ^  teai  in  ^  sample  group. 
Comm^is  on  Tii%       as  f^ws: 

•  'We  have  a  good  relationship  with  Tulip'. 

•  'Tulip  provides  no  engine«iag  tiaialag,  littk  hotline  mpporu  and  is 
slow  in  delivering  spares'. 

B  

Vendor  Reputation        Some  insight  into  the  reputation  of  vendors  amongst  dealers  can  be 

gaiiMsd  (am  ibe  onnnaents  6eaku  mwAe  abcxit  sy&m  brei^owns. 

Overall,  they  felt  that  all  equipment  had  beccHne  very  reliable,  as  re- 
flected in  such  comments  as: 

•  *Eq^pin»itisbeo(»iimgniQrea]xin(K»%!ieliable'. 

•  'Very  difficult  to  distinguish  any  one  machine  on  reliability'. 

•  "nieze  are  so  few  breakdowns  that  it  is  difficult  to  (xjm^sct  macMnes'. 

Sp^dib  a»xunents  sixmt  IBM  reliaUtity     iiK^luded  as  ExfaiUt  VI-2. 

Although  a  number  of  the  dealers  kept  figures  m  ms^Wm  reli^Uity,  they 
were  not  prepared  to  reveal  these. 

It  is  also  interesting  to  note  l&tt,  by  the  opposite  coin,  several  dealers  kept 
no  records  and  had  no  inforo^Uifm  internally  about  machine  reliability. 

Only  one  comment  was  elicited  about  TuUp  equipment,  as  seen  in  l&dubit 
V-2:  that  there  was  little  difference  between  IBM  and  Tulip  in  respect  of 
machine  reliability. 


37 


DEALER  MAINTENANCE  CONDITIONS  IN  HOLLAND 


INPUT 


EXHIBIT  Vi-1 


DEALER  COMMENTS  ON 
IBM  PC  RELIABILITY 

*  IBM  @i|iMpneftt  m  very  Triable;  breakdowns  probably 
once  every  tm  years. 

•  Little  difference  between  IBM  and  Tulip. 

•  The  least  relM)le  equipment  was  the  IBM/AT  when  it 
first  came  out,  now  it  is  the  XT  286. 

•  Not  much  trouble  with  the  PC;  it  is  mostly  printers  or  other 
peripheral  equipment  that  go  wrong.  In  the  first  year  of 
use  there  are  usually  no  faults  on  the  IBM  PC.  After  that, 
ft  deperrds  on  hours  of  use. 

One  dealer  volunteraed  that  the  most  reUable  equipmait  they  dealt  with 
(includuig  IBM)  was  HP  p^pherals  and  COMPAQ  systems. 

The  general  isxk  erf  detaied  ia^ofmatkm  kept  by  dealers  on  the  equip- 
ment they  serviced  is  testiuKmy  to  the  relatively  immature  nature  of  these 
distribution  channels.  This  is  something  th^  has  been  confirmed  by  othea: 
independent  INPUT  research. 


YHOL 
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INPUT 


mALm  iUKVEY  -  HOLLAND 

•  Contact  Service  Manager/Director  in  DEALER. 

Myaameis  imamSinLTD^^^Mx^h&hsi^ime^^ 

mmm  company. 

IMPUT  is  a  leading  research  company  that  provides  planning  infomo«ioil,  msi^im*  mA 
mmmxmf^s^&ommmm^mm^mim0&^  withia  the  Mmimiiam  ¥momk^  "buSmixi^  etc  

We  «» i^iducting  mari^t  research  into  customer  service  activities  handled  by  dealers  in  Holland, 
irad  I  w^dllie  Ici  aii:^  a 

Respondent's  Name:   

Job  Hie:   

Company  Name:   

Address:   


Date:   

The  io&Hmat^  y(»  povide  wiU  be  tceats^ 
NB:  ^cmm  €iWuisa^^&mmiBxy  if  reqvk^ 
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mm 


Ql     Equipment  Sold  and  Serviced 

/  t^ermnd  ym  seU  tkefolkmHt^  &pv^mmt  as  a  dealer: 


YES  NO  If  Yes,  number 

of  Installations 


1. 

IBM  PCs 

□ 

□ 

X 

PHILIPS  PCs 

□ 

□ 

3. 

TUUPPCs 

□ 

□ 

(For  each  of  the  3  categories  above  mentioned  we  need  to  find  out  the  dealer  terms  and 
cmi^g^mM^mi^^f^siS^msm  mikmmm&^     ^^siom  2-9.) 

Q2     For  PCs  (IBM,  PHILIPS,  TULIP) 


ham? 


YES 

NO 

□ 

□ 

□ 

□ 

Wan^ay 

□ 

□ 

□ 

□ 

Users  without  Contracts 

□ 

□ 

What  are  the  treocLs?  (e-g.,  mm  T&M,  less  ccxmract?)  (PROB£) 

If  Yes,  niunber 
of  bi^aUiokms 
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Q3  Contracts 

a)      Wke^type  ofmau^mamecomam  do  you  offer: 

•  On-Site   

•  NiHiie«&4[^y  On-Siie   

•  Return  to  Depot   

!b  tiiis:  i)  Mail-in   ii)  Courier:  

iii)  Customer  brings  equipment  personally:  

IfmM'in  OR  courier:  Who  is  m^pomMe  fixr  ^  cost  dfmndiitg  the 
^^^pment  in  for  repau^? 


•  Other  (Specify)  

b)  Are  iHmsss^:  ^miid  

2-year   



Other   

c)  Does  the  m     &mtract  cover  only  a  Iwuted  number  of  site  visits? 

YES  NO 

Site  visits  -  If  Yes,  how  many  p. a.? 

If  no  calls  4ire  m^mst^  i^  the  mstomer  in  the  ymr  do  you  make  a  adi(s) 
anyway? 

YES   auiaberof  calls 

□ 

NO 

□ 


YHOL 


41 


DEALER  MAINTEMMCf  CQNQlTtQNS  IN  HOU.AND 


YES  NO 

Dury-in  s«rvk«      Gl  \^  .  Describe  (obtain 'charges', 

number  of  days  specified  for 
repair,  does  customer  collect 
nm^^0fUFHp(Ar  or  d&es 
dmkrdeUm'?) 


d)  For^msv^  is  there  a  'stmdm^  fmpome      or  times  in  the  agre&mm? 

YES  NO 

□  □ 

e)  If  yes,  wlutt  me       r^potm  times?   hwm 


CNB:  %mm  itattf %9m*-:mii^  wmmg  is  docume&ti^,  e.g.,  24 

f)       What  meymBT  kmtrs  (^covert^T  to  

Is  this  Monday  -  Friday  only? 

YES  NO 

-If 'no',  specify  days 


Bo  on  site  visits  include  workthrough  until  problem  is  resolved  even  if 
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Boym  ^m-  'omt^himt^  coverage  (i.e.,  outside  standard  hours)? 

YES  NO 

-  If  'yes',  describe  service 
Saturday/SuBday  +  hours 


Monday-Friday  +  hours  outside  9-5 


g)      Am  there  any  other  'conditions' ^mm  l»  ytmr  kmdmm  ^g^re&mm? 
(e4„SmM  ifce  mm)f 


h)  Cbm^ig 

How  are  your  clients  charged?  Is  it: 

Do  you  allow  payments  in  arrears?   

^ow^y   

Quarterly   

McHathly   

ls4^e  a  eeittt^0fi0gMbm  ammttttfrnffm^^nm^  pt^nem?  Ifm, 
y^bmU^&tS&gj^emk? 

Amount  DFIs 

Annual   

Quarterly   

MmMy   
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What  does  this  charge  &)ver? 

•  Hx&lna  of  visits  (how  BBmy?)   

•  Allcalls   

•  Spates  (if 'no',  how  dMffged?)   

charged)  (i.e.,  set  up  and  §&mmmm 
hardware  and  software) 

i)  DoymeffestSs^mm^^mms^mmemmUm? 

YES  NO 

□  □ 

If  'yes' ,  what  are  these  discounts? 


Q4      No.  of  Breakdowns: 

ENSURE  THAT  ANSWER  mmH  Vm  THE  FOLLOWIBKS  IS  ONLY  F(M  IBM, 
PHILIPS,  and/or  TULIP. 


How  often  does  U  tumds  domh  i.e.t  how  i^ften  is  m  engines  sent  ta  r^udr  fault  on  Ms 
equipment? 

 per  

And  what  is  the  least  reliable  machine  that  you  maintain? 
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How  often  does  it  breei:  dmm>  ije„  how  e0ea  is  an  engineer  sma  to  r^mr fault 
on  this  equipment? 


WairaiM^-  Fk^d^Kaite  lMWliys  oi^^     (time  period,  m^iod^diarging  to  supplier) 


Q6     Vendor  Policy  -  Please  describe  with  regard  to: 

Spares  ordering   

Engineering  training   

0«feer  comments  on  vendor? 


QJ     D&ym  provide  otimrsi^&rt  services? 


YES 


NO 


CcHtsultmg 


Training 


□ 
□ 


□ 
□ 


□ 
□ 
□ 
□ 
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Otl^  (please  specify)  (installation  planning, 

disaster  recovery,  etc) 


e.g.     TOTAL  revenues  p.a.  all  sales   (State  year) 

O^Kriervfe^s  supplied,  e.g.,  sdlwapB  

Pematt  powtb  1987  esqjected   

Q9  Ote^Conmo^ 


QIO    How  much  do  you  charge  per  MonthI Annum  for  the  maintenance  of  a  PC? 

IBM  PHTUPS  ItJtJP 

Model         MocM  Model 
Price  Price  Price 

(Please  state  if  price  given  is  monthly  or  annual) 
For  fHi-site  visits 

Ql  1    CmM  Ip^m  hme  m  wp^  efyom  mmdwrd  senfke  e^rement? 
THAflKYOU 
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